about — the difficulty and hardship a patient encounters in 
his quest for medical care. What makes this video unique, 
humorous, and entertaining is the contrast between the 
patient's quest for care and that of his dog, Max. 

Dave Peterson and his dog, Max, get injured while out 
on a walk. Dave's wife takes Max to the veterinarian while 
Dave takes himself to the emergency room. So begins, as 
the literature states, the ‘‘saga of a man who is treated like 
an unwelcome dog, and the dog who is treated like roy- 
alty.”” The camera shifts back and forth between scenes of 
Max’s passage through the health care system (his vet's 
office) and Dave’s passage through the hallowed halls of 
medicine. Encounters with all the members of the health 
care team are portrayed — receptionist, nurse, physician, 
clerk, X-ray technician, and pharmacist. Max gets seen and 
taken care of right away. His caregivers are concerned, 
supportive, and helpful. Dave, on the other hand, encoun- 
ters indifferent staff, long waits, condescension, insensi- 
tive and incorrect communication, and a complicated 
maze of referrals from one place to another in search of 
treatment. 

What makes this video so effective is the fact that it is so 
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real despite the stereotyped portrayals of the health care 
team. This viewer, for instance, had to visit an emergency 
room only one day after seeing the video and encountered 
all the characters in it. Viewers will have no trouble identi- 
fying with Dave as a patient. We have all been in health 
care situations like the ones he encounters. 

This is a video to teach the importance of quality service 
and patient satisfaction to those working in a hospital or 
clinic setting. While Dave Peterson is not elderly, the video 
could easily be adapted to a geriatric setting by merely 
asking the viewers how Dave's quest for care would have 
been made all the more difficult if he were elderly. Each 
“moment of truth” in which the patient’s expectations are 
not met becomes a trigger for discussion. 

This is an excellent production — a modern version, 
perhaps, of The Gift for Mrs. Timm. |t should be at the top 
of the resource list for all those providing or contemplating 
customer service/guest relations training. It comes with a 
Leader’s Guide that includes training designs and work- 
sheets for one-hour workshops. 


A.W.N. 
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